The 
Introduction
Each tourist possesses a different level of satisfaction between one another. This is due to the fact that every tourist has their own expectations, inspirations and experiences. A deeper understanding of the expected target will provide guidance in regards to the development of areas of attractions which will help enhance tourism services (Aksu et. al., 2010) . Infrastructure is deemed an important aspect in determining the development of an area. Potential attractiveness of a tourist destination determined is the basic infrastructure of a country based on Gunn (1988) and Inskeep (1991) . Crouch and Ritchie (1999) stated that tourism development plans will not succeed without basic infrastructure such as roads, ports, electricity and water. Meanwhile, heritage tourists concentrate on the story of a community and also the places of interest through interpretations of cultural landscapes and the conservation and preservation of historical appearance (National Association of Tribal Historic Preservation Officers 2011) which are the elements found in the heritage site.
The Study Area
Melaka is located south of the Malaysian peninsular, has an area of 1650 square miles and is situated on the waters of the Malacca Straits. The city that is divided into 3 main areas and has 81 parishes is a city rich in history with tangible and intangible heritage from the days of the Malay Sultanate of Malacca in the 15 th century until it was conquered by the Portuguese and the Dutch in the 16 th century and finally by the British. Now, the city of Melaka is known as a world heritage site, recognized by UNESCO together with George Town on 7 July 2008. This world heritage site area is divided into 3 parts; Core Zone, Buffer Zone and Heritage Village (Refer to Figure 1 ). Division in the area is due to the fact that there are many areas of attraction and constitutes as a move by the local authority to focus all their energies into preservation and conservation. Melaka city is under the management of the Malacca Historical City Council. Source: Special Area Plan for Melaka (SAP, 2007) 
Research Approach
A total of respondents were involved in this study. The choosing of the samples for the survey carried out was done at random at the location identified by the researcher during the course of the previous pilot study. Research has been conducted in the vicinity of the Core Zones which are the Christ Church, along the Melaka River, Independence Park, the Porte De Santiago, Old Quarter of Melaka, Taming Sari Tower and accommodations. This study aims to identify the expected levels of satisfactions of tourists visiting Melaka Heritage City. Quantitative methods were used through questionnaires distributed to tourists. Questionnaires were modified based on research done by Homsud (2012) dan Huh (2002) . The main theme of this survey is to assess the effectiveness of physical infrastructures in Melaka heritage sites from the perspective of tourists. There are 3 main sections in this questionnaire; respondents' profiles, travel features and finally, heritage elements. 25 heritage elements were selected and modified following the work done by previous researchers like Homsud (2012), Huh (2002 ) dan Millman (1993 . The expected level of tourist satisfaction was measured using the 5-level Likert scale which are very low (1), low (2), moderate (3), high (4) and very high (5). Data analysis using the SPSS software version 20.0 uses descriptive analysis, crosstabs and paired statistical tests (Homsud, 2012; Lather, 2012; Salleh, 2011; Aksu, 2010; Jaana Tonge & Susan, 2006; Huh, 2002; McQuilken, 2000) .
Data Analysis and Finding
The objective of this study is to investigate the expectations and satisfaction levels of tourists regarding the heritage elements available in the Heritage City of Melaka. Initial expectations of this study are that most tourists are satisfied with the infrastructural and heritage elements available in this heritage site. Elements that will be discussed is regarding the validity and reliability as well as the expectations and satisfactions of tourists towards the heritage, infrastructural elements and infrastructure support. Based on Table 1 , it is found that international tourists overcame domestic tourists with a difference of 4.4%. Meanwhile, the majority of respondents are 21-30 years old totalling at 58.4% and consisted of students by 41% compared to other areas of employments. 
Factor Analysis on the Heritage Elements
This study involves expectation and satisfaction levels of tourists in Melaka Heritage City. Thus, factor analysis should be carried out to reduce the data according to the appropriate size. Data entered into the SPSS program will be reduced by an appropriate factor. The researcher listed 25 heritage elements to be evaluated by respondents. Based on the factor analysis, 24 of the 25 heritage elements is an important factor to gauge the estimated and satisfaction levels of tourists to Melaka Heritage City. Elements divided by the factor will be tested using the reliability test (Cronbanch Alpha). Table 2 shows the results of factor analysis and alpha values. Principle component analysis (Principle Component Analysis) shows the correlation coefficient is 0.3 and above. KaiseMeyer Olkin value is .898; higher than the value proposed .6 (Pallant, 2010) and Barlett's Test of Sphericity reached the significant level set (p=.000), which supports the ability of correlation matrix. Then, the validity of the test is done by determining the anti-image correlation. The results show the value of the resulting anti-image is .5 and above. Results of the factor analysis produced 3 factors based on the principal component analysis (Principle Component Analysis) and varimax rotation. This factor is named heritage (factor 1), infrastructure (factor 2), and infrastructure support (factor 3). Reliability test conducted on these factors indicates the alpha value is 0.8 and above. Pallant (2010) suggests that a good alpha value is 0.8 and above.
Expectation and Satisfaction on the Heritage Elements
The expectation and satisfaction levels of tourists is measured based on the 5-level Likert scale and analysed using the mean and gap analysis. Table 3 shows the results of the mean and the gap between expectations and satisfaction levels of tourists to Melaka Heritage City for heritage dimensions.
Heritage Elements
According to the analysis that was conducted, all heritage elements show a satisfaction level exceeding the tourist expectations. This difference shows that respondents are satisfied with the provision of heritage elements that exists in Melaka Heritage City. Referring to Table 3 , it could be seen that architectural building elements, historical building elements and museums achieve the highest satisfaction level compared to the other elements (Mean difference = >.400). This is supported by Mohd. Samsudin & Sulong Mohamad (2013) who have stated that the accuracy on the shape of monumental outlook and the act of events are main factors that develop the heritage tourist activity as an attraction pull for tourists to arrive in Melaka. Art elements on the other hand had a low satisfaction level with a mean difference = <.193. This is due to the lack of promoting efforts that would have attracted more tourists, especially art elements that are rarely brought forth in terms of heritage elements such as dondang sayang, sewn beads on shoes, baba and nyonya, and many more, even though there are many such interesting art elements that could be introduced to tourists. 
Infrastructure Elements
According to Getz (1987) , tourist infrastructure planning is one of the process that follows the research and continuous E-ISSN 2281 -4612 ISSN 2281 Academic Journal of Interdisciplinary Studies MCSER Publishing, Rome-Italy Vol 2 No 8 October 2013 analysis that optimises the satisfaction level of tourists, and also takes into consideration the environmental quality, while at the same time providing high satisfaction level among tourists and locals. By referring to Table 4 , the minimum analysis of results shows that not all elements have satisfaction levels exceeding the expectations of tourists. Tourist Information Centre has the expected and satisfaction level that is constant throughout, hence is regarded as insignificant. This is due to the unclear location of the tourist information centre, and its inconsistent operating hours. At times the centres are closed and obtaining information regarding existing tourist facilities provided at the heritage site is proving to be difficult. On the other hand, accommodation centres consists of the highest mean difference = .514, due to the appraised quality of accommodation services, and the abundant options available be it ranging from budget hotels, to 5 star hotels (Tourism Promotion Division, Melaka Chief Minister's Department, 2012). 
Supporting Infrastructure Elements
According to Table 5 , the mean analysis result for supporting infrastructure discovers that the satisfaction level has exceeded the estimated level. The trishaw and shopping facilities factor exceeded expected level of satisfaction with a mean difference =.441. The trishaw factor attracted tourists by providing services to go about discovering the heritage site at a reasonable price. Same goes to the shopping activities that offer a variety of products on sale at the heritage area. However, public toilets provision shows a relatively low mean difference =.149 because most tourists are unsatisfied with this particular supporting infrastructure provision. According to Jamil et. al (2012) , there are 3 public toilets in this heritage area that were built at shop housing lots and at a position that is not strategic. Besides that, the clear lack of maintenance and upgrading, added to unsuitably located signage indicating directions to the public toilets add to the low satisfaction level of tourists. This is compared to the other elements that have exceeded the expected satisfaction level. According to Table 6 , the highest mean difference is observed at the heritage factor (Mean Difference = .35) and supporting infrastructure (Mean Difference =.35). This difference shows the acceptance of respondents on the provision of heritage elements and supporting infrastructure at Melaka Heritage Site that have exceeded expectations. This difference shows the existence of significance between estimated level and satisfaction on heritage factors (p=.000) and supporting infrastructure (p=.000). Infrastructure factor shows the slight difference between the estimated level and tourist satisfaction. However, coupled t-analysis shows that there exists a significance for this factor (p=.008). et.al.(2013) by stating that infrastructure provisions play significant roles in supporting and preserving heritage elements. Local Authorities are very particular concerning the provision of infrastructure elements for the continuous development of the tourism sector in this city (SAP, 2007) .
Conclusion
According to the findings from this research conducted, infrastructure plays an important role in ensuring the effectiveness in mobilizing the heritage elements. Without infrastructure provision, it would be relatively harder for an area to continuously develop and attract tourists to constantly arrive and explore the heritage site. According to Aksu et. al. (2010) , tourists have their own personal expectations regarding tourist destination chosen, according to the source and attraction pull of an area. A certain expectation could be high or otherwise according to the publicity and marketing conducted in developing a particular tourism destination. Expectation and satisfaction level aspects that are known are fairly hard to predict, because every tourist has their own personal opinion which differs from one tourist to another. In general, there is no clear list on infrastructure that is needed in this world heritage site (Jamil et. al., 2012) . According to Jamil et. al. (2012) however, the infrastructure that is of existence at Melaka heritage site is available and adequate in accordance with the heritage city status owned by Melaka. The success of Melaka obtaining UNESCO recognition as a historic heritage city is associated with the maintenance of historical monuments of the Portuguese and Dutch in their current form (Mohd Samsudin & Mohamad Sulong, 2013) . This includes elements of infrastructure provision, and strong based tangible and intangible heritage relating to the history of the golden age of the Malay Sultanate of Melaka that gave a profound impact on attracting tourists from both within and outside of the country.
